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Modernization Update
FSSA and the IBM-led Coalition have been working to enhance          
the ways to apply for and manage benefits

Ongoing Outreach to Clients and V-CAN Members 
- Client Open Houses (June - November 2008)  

- Advanced V-CAN Training (July - August 2008)

- V-CAN Site Visits (starting in August 2008) 

- Client Informational Videos (January and March 2009)

- FSSA DFRv Assistance (starting in January 2009)

- V-CAN Enhancement Training (February – March 2009)

• In-person Training and Webinars / Conference Calls
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Modernization Update (cont.)
New Tool Usage (as of 2/6/09)
- Over 3.8 million calls to the Service Center

• Average Call Response Time (since 10/29/07) under 5 minutes

- Over 119,000 online applications submitted

- Over 4 million documents FAXed or received at a local DFR office

- Over 2.3 million hard copy documents received and scanned
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V-CAN Membership Update

V-CAN Members Statewide: 1,432
(as of 2/6/09)

- Access Points:  684

- Referral Members:  320

- Informational Members:  428
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Client Informational Videos
Informational videos for clients focus on what has changed and how to 
use the new system. 

A series of videos are posted on the FSSA website and in local DFR 
offices for clients in modernized counties. 

- What has changed at DFR? 

- What happens when I apply for benefits?  

- I’m already getting benefits. What do I need to do? 

- How do I get started on the phone? 

More Videos Coming Soon! 
- Am I eligible for benefits? 

- How can I use a computer to apply? 

- How do I check my case status? 

- How do I report changes with my work or home? 
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Client Informational Videos (cont.)
Go to the FSSA homepage, www.in.gov/fssa

county*
Select Family 

Resources

http://www.in.gov/fssa
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Client Informational Videos (cont. )
Select the “Watch 
DFR application 
videos”

 

button

Select a 
video
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Recent and Upcoming Enhancements 

Applying for Benefits

Simplified Online Application (Spring & Summer 2009)
Electronic Signature (Spring 2009)
Shorter Paper Application (Spring 2009)
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Simplified Online Application 
Available in Spring and Summer 2009

The online application is being redesigned to become easier to read 
and navigate for both applicants and Authorized Representatives.

Improvements include:  

- A summary of Rights and Responsibilities for applicants to read and 
acknowledge online (Spring 2009)

- Complete and print an online application for household with more than 
five members (Spring 2009)

- Implement an Easy Web Browser for visually or hearing impaired 
applicants (Summer 2009)

- Multiple Authorized Representatives may be entered online and printed 
with the application summary (Summer 2009)
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Simplified Online Application (cont.)

Select Start

 

Here, then 
choose EZ Screening 
to screen for services  

EZ Screening
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Simplified Online Application (cont.)

Rights and Responsibilities   

▪

 

Select the check box

 

and the   
Continue button to acknowledge 
the Notice of Rights and   
Responsibilities

▪

 

Select the “Rights and  
Responsibilities”

 

link to view
and/or print the complete Notice
of Rights and Responsibilities  
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Simplified Online Application (cont.)
Expedited Food Stamps

▪

 

Food Stamp applications
that meet Expedited Services
criteria will be processed in
seven days. 

▪

 

If a household does not have
income, resources or
expenses the applicant or
their Authorized
Representative should enter
zero in the box for that item.  

▪

 

Each question must be
answered for the household
to be evaluated for Expedited
Food Stamp Services.
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Electronic Signature
Available in Spring 2009

New feature allows applicants to sign the online application electronically. 

- Applicants may select the “Sign and Apply Now”

 

button at the end of the online 
application* 

- Applicants no longer have to print, sign and submit the application signature page

After completing and signing the online application, applicants should print or 
request a mailed copy of the Application Packet. 

A copy of the Indiana Application for Assistance Signature Page will be 
included in the Application Packet for client records only (this should not be 
returned to the FSSA Service Center). 

*   An applicant may print, sign and submit the Signature Page if s/he does not want to use 
the electronic signature. 
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Electronic Signature (cont.)

New!

 

Electronic Signature
▪

 

Select the “Sign and Apply Now”
button

▪

 

Application Date is established: 
-

 

When the “Sign and Apply Now”
button is selected during   
business hours; OR

-

 

The next business day, when 
selected after hours, on
weekends or holidays. 



© 2006 IBM CorporationVoluntary Community Assistance Network15

Indiana Eligibility Modernization 

Electronic Signature (cont.)

▪

 

Keep the confirmation
number to follow up on
the application

▪

 

Select “Print”

 

or “Mail
to Me”

 

to get a copy of
the application packet
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Electronic Signature (cont.)

▪

 

The signature page will include
“Signed Electronically”

 

in the
signature box 
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Shorter Paper Application
Available in Spring 2009

A new, shorter paper application will be available when applicants print or 
request a mailed paper application. 

Focus group sessions were held in December 2008 to obtain feedback on the 
new paper application: 

- Martin Luther King Community Center (Marion County)
- Heart House, Inc. (Dearborn County)
- V-CAN Member Focus Group 

Application Packet Contents
- Information To Get You Started 
- Indiana Application for Assistance 
- Summary of Rights and Responsibilities
- Authorized Representative form 
- Case-Specific, Bar-coded Document Coversheet
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Shorter Paper Application (cont.)

Paper Application
(printed or mailed)

• User-friendly format with larger font

• Includes a list of supporting
documents that may be submitted
with the application 
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Shorter Paper Application
 

(cont.)

JANE SMITH 

123 MAIN  STREET 
MARION IN   46952

Paper Application

▪

 

There are only four

 

pages for an
applicant to complete

▪

 

The paper application should not
be copied and used for multiple  
applicants

A physical signature is required

A signature acknowledges the
Summary Notice of Rights and
Responsibilities
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Shorter Paper Application
 

(cont.)

Summary of Rights and 
Responsibilities

▪

 

Transformed from five pages into
a two page summary 

▪

 

Easy to read format, provides a 
summary of applicant rights and
responsibilities 
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Shorter Paper Application
 

(cont.)

Authorized Representative Form

▪

 

A case-specific, bar-coded
Authorized Representative form
is contained in the Application
Packet 

▪

 

The form is expanded to two pages,
providing more space to write
names and addresses
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Recent and Upcoming Enhancements
Managing Benefits

Case Status – View Documents Screen (Spring 2009) 

Simplified Redetermination (Spring 2009)

Reminder Phone Calls to Clients (Summer 2009)

Document Kiosk (Summer 2009)
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Case Status –
 

View Documents Screen

View Documents

Available in Spring 2009

▪

 

View a list of documents received for a
case within the last six months

▪

 

The document name and receipt date
will be listed on the screen

▪

 

The View Documents screen will be
available through the Registered Agency
Portal and client-facing online case
status screen

New Link! 
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Simplified Redetermination
Available in Spring 2009

Cases including Food Stamps (non-elderly and non-disabled)
- 6 month review questionnaire 

- 12 month redetermination form and interview  

Cases including Food Stamps (elderly and disabled)
- 12 month redetermination form and interview

TANF Cases (no Food Stamps) 
- 12 month redetermination form and interview  
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Reminder Phone Calls to Clients
Starting in Summer 2009

Automated phone calls will be made to clients. 

Calls will provide a reminder of upcoming interview appointments and 
deadlines for submitting required documentation.

Clients will receive calls: 
- Two business days

 

prior to an application or redetermination interview; and 

- Four business days

 

after a 2032 Pending Verifications Notice is mailed
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Document Kiosk
Available in Summer 2009

Document Kiosks will be piloted in selected  
local DFR offices.

Documentation to support an application or
redetermination may be scanned in at a
kiosk. 

A receipt is provided, listing the
documents turned in and any outstanding
documents that need to be submitted. 

The kiosk will be tested with clients in a local
DFR office. 
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Assisting Clients in the New System  

Registered Agency  

Agency Registration and Case Status Process 

V-CAN Communication and Support
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Registered Agency 
Human services agencies registered with the IBM-led Coalition have 
access to case status for clients who have signed an agency release.  

Registered agencies have the following access to case status: 
Online (through the Registered Agency Portal)
On the phone (Call Center Representative or Automated System)
Case inquiry e-mails (with Specialists)

Agencies working with clients to follow up on case status, rather than 
on behalf of clients, should become a Registered Agency. 

Registered Agencies are not Authorized Representatives and have 
access to case status information only* 

*  Registered Agencies cannot report changes, conduct interviews on behalf of a 
client or receive copies of notices mailed to clients. 
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Registered Agency                   Authorized Representative
Only designated individual has 
access to client information
May apply on behalf of an applicant *
May be interviewed on behalf of 
applicant *
May receive notices the client 
receives
May report a change on behalf of 
client *
Check case status online or on the 
phone
E-mail case inquiry form for service 
providers
Speak with Call Center 
Representative regarding case status

All designated agency staff have 
access to case status information
View case status for all clients who 
have a signed release
Check case status online or on the  
phone
E-mail case inquiry form for service 
providers
Speak with Call Center 
Representative regarding case 
status

* NOTE: Authorized Representative is liable      
for information provided
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Agency Registration and Case Status Process
Step 1 – Become a Registered Agency 

- The registration process allows the IBM-led Coalition to give your agency 
access to case status without being an Authorized Representative for 
each client. 

Step 2 – Request Access to Cases

- Once registered, your agency may request access to cases. 

- Each client must give your agency permission to view his/her case. 

Step 3 – View Case Status

- Online (through the Registered Agency Portal)

- On the phone (Call Center Representative or Automated System)

- Case inquiry e-mails (with Specialists)
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Step 1-
 

Become a Registered Agency 
Registered Agency Portal

- Go to the Registered Agency Portal homepage

- Select the “Request Access to Registered Agency Portal” link



© 2006 IBM CorporationVoluntary Community Assistance Network32

Indiana Eligibility Modernization 

Step 1 –
 

Become a Registered Agency (cont.)
Agency Registration Request Page

- Enter your agency name, mailing address, phone number and provide contact 
information for a Primary Contact person. 

- Select the “Print Registration Form” button. 

Enter Agency name,
mailing address and phone
number
Complete the Primary Contact
section.

Select the “Print Registration   
Form”

 

button

. 

Note: A new window should open with the 
Registration Form. If your computer blocks pop-

 
ups, hold down the “Ctrl”

 

key while pressing the 
“Print Registration Form”

 

button.
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Step 1 –
 

Become a Registered Agency (cont.)
Agency Case Status Internet Portal Agreement 

- After printing the form, make sure to sign and mail or

 

FAX the agreement to the 
FSSA Service Center. 

MAIL TO:  P.O. Box 1810
Marion, Indiana 46952

OR 
FAX TO:   1-800-403-0864

Note: The Agreement has a blank Start 
and End date. The start date may be a 
date chosen by the agency and the 
end date may be left blank.



© 2006 IBM CorporationVoluntary Community Assistance Network34

Indiana Eligibility Modernization 

Step 1 –
 

Become a Registered Agency (cont.)

The Agency Case Status Internet Portal Agreement will be processed 
within five business days.

When approved, the Primary Contact person will receive two 
registration e-mails:

- Agency Login ID (first e-mail)

- Agency Password (second e-mail)

The Primary Contact person is responsible for logging into the site 
and answering three security questions, which will be used to change 
or reset the agency password.
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Step 1 –
 

Become a Registered Agency (cont.)
Setup Security Questions

- Login to the site using the agency Login ID and Password.

- Select three security questions by choosing from the drop-down boxes. 
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jsmith@testagency.org

jsmith@testagency.org

Step 1 –
 

Become a Registered Agency (cont.)
Change Password

- Once the Primary Contact activates the service and selects three security 
questions, s/he may change the agency’s password by selecting the “Change 
Password” link.
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Step 1 –
 

Become a Registered Agency (cont.)
Change Password, cont. 

- The Primary Contact must respond to the security questions selected when the 
service was activated.
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Step 1 –
 

Become a Registered Agency (cont.)
Change Password, cont. 

- When the Primary Contact responds to the security questions, s/he will be 
prompted to change the agency’s password.  

Passwords may be 
any combination of 
letters and numbers 
up to 60 positions 
long. 

NOTE: Passwords expire after 90 days.
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Step 2 -
 

Request Access to Cases 
Request Access to Cases 

- Select the “Request Access to New Case” link.   

jsmith@testagency.org

jsmith@testagency.org
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Step 2 -
 

Request Access to Cases (cont.)
Request Access to Cases, cont. 

There are two

 

ways to request access to cases: 

1)  Enter the client’s 10-digit case number (beginning with a “1”) to print a pre-filled 
client release form; or
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2)  Use the generic Registered
Agency Client Release Form

 

to
request access to cases. 

- A case number is not required

 

to   
use this form

- The Registered Agency Client
Release Form

 

is available at
www.in.gov/fssa, click “Eligibility
Modernization” and “Communications”

Step 2 -
 

Request Access to Cases (cont.)
Request Access to Cases, cont. 
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Step 3 -
 

View Case Status
Online 
(Registered Agency Portal)

On the Phone 
(Call Center Representative or Automated System)

Case Inquiry E-mails 
(with Specialists)

Registered Agency  
Portal

FSSA Call Center

E-mail Inquiry
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Step 3 -
 

View Case Status (cont.)
Registered Agency Portal Homepage 

jsmith@testagency.org

jsmith@testagency.org
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Step 3 -
 

View Case Status (cont.)
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Online Case Status 
• Access client case status,

appointment information,
solicited documents and the 
View Documents screen

▪

 

Registered Agencies do not
have access to the Report a
Change

 

link

Step 3 -
 

View Case Status (cont.)
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Step 3 -
 

View Case Status (cont.)
New!

 
Upcoming Appointments View

jsmith@testagency.org
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Step 3 -
 

View Case Status (cont.)
On the Phone

- Speak with a Call Center Representative 
• Ask questions or check case status
• Call Center Representative will verify that you are calling from a 

Registered Agency

- Use the 24-hour Automated Phone System 
• Check case status, benefit amount, redetermination month, list of 

solicited documents and upcoming appointments
• Use the last four digits of Social Security Number and case number or

 
date of birth to check status

FSSA Call Center



© 2006 IBM CorporationVoluntary Community Assistance Network48

Indiana Eligibility Modernization 

Step 3 -
 

View Case Status (cont.)
Case Inquiry E-mails
- Complete a Case Inquiry Form to submit a case-specific question to a 

Specialist at the FSSA Service Center. 

- A Specialist will respond to the inquiry within two business days. 

- Inquiries received after 3:00 pm are considered received on the next 
business day.

- Once a response is provided, you may request a follow-up phone call with 
the Specialist. 

- Your agency must have a signed release form on file for the client or a 
member of the agency must serve as the client’s Authorized 
Representative to submit a case inquiry. 

- E-mail the V-CAN at vcan@us.ibm.com to get a copy of the Case Inquiry 
Form. 

mailto:vcan@us.ibm.com


© 2006 IBM CorporationVoluntary Community Assistance Network49

Indiana Eligibility Modernization 

Step 3 -
 

View Case Status (cont.)
Case Inquiry E-mails, cont. 

Complete Section A
with Agency name and 
contact information. 
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Step 3 -
 

View Case Status (cont.)
Case Inquiry E-mails, cont. 

▪

 

Complete Section B

 

with case
information and the case  
question

Section C will be completed by
the Specialist

Complete Section D for a follow
up request
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V-CAN Communication & Support

Communication to V-CAN Members

- Updated versions of the V-CAN User Guide, V-CAN Q&A and other 
helpful tips documents are available on the FSSA website. 

V-CAN Client Support Materials 

- Let us know if you need more client support materials for your Access 
Point or Referral site(s).

Feedback on the Enhancements

- We want to hear from you! E-mail vcan@us.ibm.com to let us know how 
the new enhancements work for you and your clients. 

mailto:vcan@us.ibm.com
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Questions?  
Find us online!

 www.in.gov/fssa,
 

click on              
“Eligibility Modernization/

 Communications”
 

V-CAN Contact Information
 vcan@us.ibm.com

http://www.in.gov/fssa
mailto:vcan@us.ibm.com
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